5 64.603

FCC TRS Mandatory Minimum Standards & Compliance Matrix

FCC Requirement Sprint/'s Commitment

Provusmn of Serwces

- Sprint has been a TRS provider
since: September 1, 1990. As of
July 1, 2004, Sprint provides TRS
to 32 States, the Federal
Government, Common wealth of
Puerto Rico, and three resellers.

voice: vransm1551on i
hall prov;de, :

"Lhereln, throug
shich it offer

Sprint. was the first TRS provider
to offer Speech-to-speech relay

| service (California, 1996).

'ZOOL' \

; Sprint was the first TRS provider
= to offer intrastate ‘and!interstate
f Spanish services (Texas, 1991). As
hail be prov1ded by March a standard offering of TRS, Sprint
; | provides Spanish services to the

'\ States. Sprint also is the only
TRS provider to offer Spanish-
speaking Customer Service.

?Interst
serv:.ce

- Sprint fully implemented 711
1ater thans _ accesses for all of its States on
2001, access via Phetl October 1, 2001. Sprint Local
“codeitoilall ‘relayi . and wireless divisions have

ces as a toll free call implemented 711 access on
STt e e e September 15, 2001,

Oerational Standards

- Communications Asslsta t(CA) Competency
SkMs SR fe

CAs are to be suff ,ent;y tralned Sprint requires that all CAs have

to effectively meet the i a high school graduate equivalency
. specialized comﬁbn ilons needs '~ as a minimum qualification for the
‘of individuals with hearing and ' | job.

‘speech disabilitiesti

GAs‘tht'bewebmpete_ skills in - . All CAs are tested and evaluated
ng, grammar, spelling, and '~ to ensure Relay skills meet the
interpretation of ewritten ASL, | following FCC Guidelines. ' CA
[ famili Ey: y training provides familiarity with
speech disabil hearing, deaf, and Speech-Disabled
.lanquages,~ahd ‘ cultures and ASL translation.

Typlng Speed ~‘§0 EBM_Wlth.V : % Each Sprint CA is ieqhired to take
*technologﬁcal aids. : ¢ the 60 WPM typing test quarterly
 (four times a year).

Sprint administers Oral-to-type
tests.




s . Commitment

! Sprint VRS interpreters are
1. qualified interpreters that adhere
' to RID Code of Ethics.

' CAs are trained and evaluated to
. ensure all aspects of

" confidentiality are maintained and
conversational context is properly
. provided.

; Sprint CAs are prohibited from
* . disclosing any call content.

STS CAs-are permitted to ' retain
info from 'a call in order to
facilitate the completion of
consecutive subsequent calls.

CAs relay calls verbatim and do
not' alter relayed conversation.

During: the annual merit reviews,
each' CA reviews the

- confidentiality and code of ethics
' with his/her team SUpervisor.

CAs process all calls and never
prohibit:sequential calls or limit
length of calls.

Sprint TRS is capable of handling
. all call types'normally provided
by common carriers

Via -E911 database, Sprint
automatically and immediately
connects the caller to an
appropriate PSAP.

CAs pass along the caller’/s number
. to;the PSAP when the caller
"disconnects prior to be connected
., to the emergency service.

TRS'‘and VRS CAs stay on the call
for a minimum of 10 minutes.
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FCC Requirement SpTantE:SEEom

_ STS CAs stay on the call for a
minimum of 15 minutes.

'CA(BehderPﬁmaéncés {»'é‘:s T

'TRS prov1ders must. mace besv 0 Sprint users are able to reéquest
fefforts to. accommodate a- TRS' da the gender of the CA. Sprint makes
Euser s requested CA gender when a: every effort to satisfy this

: late if a : | request and to maintain the same
rs, at ;he time the - gender during transfers.
call 1s tranaferred to another: CA.

Sprint offers STS users the option
of maintaining a list of names and
phone numbers. When the STS user
reguests a name, the STS CA will
repeat the name and the number to
user.

. Sprint will provide the STS user
~- information to any new provider.

Sprint TRS communicates with
Baudot and ASCII-in all speeds
- that are generally in use.

The following Baudot codes are

. available on Sprint TRS’ platform:
' Baudot 45.5, Baudot 50, Turbo
Code,' and E Turbo Code.

Sprint ensures that 85% of all
calls are answered within 10
seconds and that caller’s calls
are immediately placed. Sprint
does not put calls in a queue or
7 on hold.

any method‘ﬁhléh* esults in: hhe
s‘call. *mmedlately belng
plac'Q& not-put

hold

Abandoned calls are inciuded in
the speed-of -answer calculation.

s Speed of Answer is measured on a
i daily basis.

. Sprint’s system is designed to the




1

equirement Sprint’/s Commitment
K

S PI0T standards.

. Sprint prov1des users wi th access
- .to their IXC carrier through' the
- Sprint Carrier of Choice program
allowing for the same access that
i is:provided to voice users.

o 64 60
B.4

" 'Sprint TRS is available 24 hours a
' day, everyday.

Sprint+has redundancy features
that provide functional

i equivalency, including

% uninterruptible power for
emergency use.

Sprint’s network facilities are
sufficient to ensure that the
probability of a busy response due
. to:loop trunk congestion is
functionally equivalent to what a
voice caller-would experience.

Sprint..is the nation’/s leader in
-the developrent and offering of
technological features for TRS.
Sprint has introduced over fifty
key ' product enhancements including
Split Screen ASCII; Customer
Database, Turbo Code, E Turbo
Code/Dial Through, Gated VCO,
“Voice call progression.

- Sprint provides VCO' and HCO
technology as standard features as
well as several variations .on
these technologies.

CAs keep the user informed and

{ + notify of the presence of recorded
teractLve menu thru t k on ' messages and interactive menus. CA
e positions have hot key
functionality that electronically
capture recorded messages and

. retain them for the length of the
it ca Ly

Sprint does not charge for any
additional calls necessary to
corplete call involving recorded
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ele
Order

FC uirement S Sprintfs.C
R gy e CC Requiremen Sprint’ s Commitment

571

_by the useriin order ‘to. comple:e ‘. or interactive menus.

. Sprint was the first provider to
- process pay-per-calls (Texas;
1996) .

.+ Sprint maintains a log of all
: complaints. The log includes all
. of the required fields including
the date, the nature, the date of
resolution, and the explanation of
resolution.

Sprint provides summaries of the
logs,: which indicate the number of
- _complaints received for a 12-month
' period ending May 31°"

. Sprint’' has submitted annual
summary. of Consumer Complaints log
report:

June 1, 2002-May 31, 2003
o June 1, 2003-May 31, 2004
‘1 June 1, 2004-May 31, 2005
© June 1, 2005-May 31, 2006
June 1, 2006-May 31, 2007

Con ot Person

Sprint provides full support,
~including a primary point-of-
= contact, to contract

| administrators to meet ECC

. requirements.

. Sprint follows all FCC
requirements for public access to
. information and publishes-in
Chikh directories, brochures and billing
.4 inserts, instructions for TRS
“%-including 711 access in phone
' directories, DA services and the
incorporation of TTY numbers in
-+ phone directories to assure that
" callers are aware of all forms of
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¥CC Re

Sprint regularly provides 711
* dialing information in its
education and outreach programs.

d 64.604

C.4

Sprint TRS users pay rates no
‘'greater than the rates paid for
functionally equivalent voice
communication services.

(i) Sprint follows FCC

separation of costs.

(ii). Interstate TRS is recovered
from all subscribers for every
interstate service utilizing the
shared-funding cost recovery
mechanism.

(iii)- Sprint works with NECA for
reimbursement of 1nterstate
minutes,

The Sprint TRS Customer ‘Contact
process is fully compliant with
‘ all FCC Requirements.

requirements in the jurisdictional
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FCC Requirement Sprint’/s Commitment

S 64.604

]

Sprint transfers TRS customer
profile data to incoming TRS
- vendors. The data is provided in
usable form at least 60 days prior
to the' last day of service and is
“not sold, distributed, shared:.or
revealed in any other way by
Sprint, or Sprint employees.

Sprint provides each Sprint TRS
liistate. a.re-certification packet
. and assists in the re-
certification process.

Avéﬂébnﬁy = ! viders . Sprint’s SS7 platform supports
of SS7 h i : © Caller ID services.

Technology
to TRS
Facilities
¢ Sprint complies with all FCC rules
- pertaining Caller ID and call
' blocking services.

Transmittal i ;

of Calling _ $pr1?t §.S§z platform transmfts ;

Part b Tl 5 2 H paneh the 10-digit nu@ber for local and
y : : len-a. £y’ toll calls. Sprint’s SS7 platform

Information s able tra n ; “also will recognize the ID

ide r blocking indicators.

Types of that t ".‘L Sprint has provided the VCO and
Calls E are © HCO calling combinations since
tar 1996.
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int’s Commitment

Handling of : ' Sprint immediately connects
Emergency “be" able to pass emergency' i emergency callers to an
Calls to the appropr iate PSAP within™ “appropriate” PSAP as defined by
tweive mdnths of publlc '10n lof the FCC.

Answering Ih ‘  i; .o 'Ja__ -fﬁ  Sprint has provided the Answering
Machine TR voice mess ; ,‘k Machine. Retrieval since 1996,

| Message
Retrieval

Cé"iiaégéé” "5;3§é se 5 ¢ e up'® Sprint has provided the Call
; 2 ce Release feature since 2003.

. Once a call is “released” from the
CA workstation, the call is no

* longer a relay call and

. dccordingly will not be charged <o
| the state customer.

- Sprint has provided Speed Dialing
. Or Frequent Dialed Numbers feature

Dialing 7
s since September 1, 1996,




ECC
Order

DA Requiremen Sprint!s Commitment

3L

Three-way - €e-wajy € t £ : . Sprint has supported three-way
Calling generally arral ) ‘two. ' calling capabilities, from the

). G customer’s premises, since
Septembér 1, 1995.
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Appendix K

FCC CapTel Mandatory Minimum Standards
and Compliance Matrix
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FCC CapTel Mandatory Minimum Standards & Compliance Matrix

FCC CapTel
FCC Requirement Declaratory Ruling Sprint's Commitment

(FCC 03-190)

64,603 > ok 3 C - Sprint has been a
L Gin ; CapTel provider, on

- trial basis, since May
1, 2002. .On January
1, 2004, Sprint
successfully converted
CapTel trial into a
FCC-complaint CapTel
service, first -ever
in,the TRS Industry.

Speech-to-speech relay
‘service for CapTel is
waived by FCC. See
Section 64.604 A.3.

Sprint is also the =
first CapTel provider
to offer intrastate -
and interstate Spanish
services on January 1, |
2004.

Sprint is able to
process inbound 711
calls to include
access to CapTel
services.
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FCC jfipTcl :
FCC Requirement Peclaratory Ruling - Sqriats Gammitment

(FCC 03-190) {

Operational Standards

Sprint requires that
all CapTel CAs have a
high school graduate
equivalency as-a -
minimum qualification
for the job.

All. CapTel CAs ‘are
tested and competent
in typing, grammar,
and spelling to ensure
skills meet the ;
following FCC
Guidelines. CapTel CA
training provides
familiarity with
hearing, deaf, and
Speech-Disabled
cultures.

A captioned telephone
‘user does not type in
making.a call, ;

therefore is never the |
opportunity for the CA |
to have to interpret
typewritten ASL. .

CapTel’s voice
recognition technology
. transmits above 100
WP Mk

O;él'to,text tests are |
given to'all CapTel
Cas : <L

CapTel CAs are trained
and evaluated to
‘ensure all aspects of
confidentiality are
maintained and e
conversational context
is properly provided.

CapTel CAs are -
prohibited from e
intentionally altering

a relayed conversation
and'will reldy all
conversation verbatim.
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FCC CapTel
FCC Requirement Declaratory Ruling Sprint's Commitment
(FCC 03-190)

sequential calls
directly therefore
there is no way for a
‘CapTel CA to refuse
sequential calls or
limit length of calls.

CaﬁTel.will not -refuse
‘single or sequential

the length of calls
cutilizing the service.
If an inbound call is
made to a captioned
telephone user via the
captioned telephone
access number, set-up
is automatic, and thus
there is no way for a
CA to refuse the call.

CapTel is capable of
handling all call
types normally
provided by common
CATTlCES. Har e &

inbound calls or limit |

CapTel user dials 9-1-
1. Sprint will route
‘the call directly 'to
the most appropriate
PSAP. :

The 911 PSAP center
will receive the
caller’s Automated
Number Identification
and Automated Locator
Identification. If the
call is disconnected,
thei 911 center wills
call the CapTel user
back. R

i
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3 F. Ca pTel
(6 Requ'lrement Bec\araiory Rul g Sprint's Commitment

(FCC 03-190)

CapTel CAs stay on all
calls for a minimum of
10 minutes.
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: FCC CapTel
FCC Requirement Declaratory Ruling Sprint's Commitm

(FCC 03-190)

Sprint CapTel ensures
that 85% of all - calls
are answered within 10
seconds and that
caller’s calls are i
immediately placed. :
Sprint does not put
calls in a queue or on
hold. :

Abandoned calls are
included in the speed-
of —answer :

. calculation.

Sprint CapTel system

is designed to a P.0O1
standard or greater
measured on a dail
basis. ; !

5

CapTel users will be..
able to choose their
IXC carrier through
the CapTel Carrier of
. Choice program

s allowing for the same
access that is
provided to: voice
users. - - ;
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Declaratory Ruling Sprint's Commitment
(FCC 03-190)

T =

Sprint CapTel is
~available 24 hours a
day, everyday.

. Sprint CapTel has
“redundancy features
that provide
functional
equivalency, including
uninterruptible power
for emergency use.

Sprint CapTel network
facilities are
sufficient to ensure
that the probability
of‘a busy response due
to loop trunk
congestion is.
functionally i
equivalent to what a
voice caller would
experience.

Sprint 'is the nation’s
leader in the

- development "and
offering of o
technological features
FOTLTRS ;#0! : #
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FCC CapTel
FCC Requirement Declaratory Ruling

(FCC 03-190)

e P

Functioqg] _Standards

Sprint's Commitment

CapTel user -both hears
and interacts directly
with the recorded £
message and makes the
selections as
requested by the
interactive menu.

The CapTel user is
alerted to the
presence of a
recording by hearing
the recording and
seeing the captions of
the recording as the
message is played.:

CapTel users can
replay messages as
required until the
message is both heard
and .read as captions.
The user can stay on
the line as long as
desired until the
message is heard in

its entirety or

replayed. This is
requested by the user
directly. The CapTel
user interacts with
the recorded message
system directly. This
is treated as one
cakls N

Sprint CapTel Supports
pay-per-call call
types.




FCC daprél
FCC Requirement Declaratory Ruling Sprint's Commitment
(FCC 03-190)

: Sprint CapTel
maintains a log of all
complaints. The log
‘includes all of the
required fields
including the date,
the nature, the date
of resolution, and the
explanation of o
resolution.

Sprint CapTel provides
summaries of the logs,
which indicate the
number of complaints
received for a 12-
month period ending
May 31°%.

full support, E
including a primary
point-of-contact, to
contract -
administrators to meet
FCC requirements.

Sprint follows all FCC
requirements for
public access to
information and
publishes in
directories, brochures
and billing inserts,
instructions for TRS
including 711 access
in phone directories,
DA services and the
incorporation . of TTY
numbers in phone
directories to assure
that callers are aware
of all forms of TRS.
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FCC CapTel
FCC Requirement Declaratory Ruling Sprint's Commitment
(FCC 03-190

CapTel users pay rates
no. greater than the
-rates paid for
functionally
‘equivalent voice
communication
services. i

(i) Sprint follows EFCC
requirements in the
jurisdictional SR
~separation of costs.

“(ii) Interstate CapTel
is recovered from all
‘subscribers of ;
.interstate services

(iii) Sprint works
with NECA for
‘reimbursement of

n interstate minutes.

B i b b L Belbid il e b R e A L e el e R L AR L e, Bl e i £ B B R B

P T L T RS N R S s \alg g e A

SABd ik dd b



Sprint's Commitment

The Sprint CapTel

_Customer Contact
‘process is fully

compliant with all FCC
Requirements.

*
|

1

Spr;nt'transférs
CapTel customer data

to incoming CapTel

vendors. Customer
information that is
normally contained in
a TRS profile is- not
required for CapTel as
the CA is anonymous to

¢ the call and the

CapTel user talks

directly to the called

party. The data is.
provided in usable

% form at least 60 days

prior to the last day
of 'service and is not
sold, dlstrlbuued,

shared or revealed in

‘any other way by

Sprint, or—Sprint
employees ‘unless
Sprint is compelled by
legal process to
provide such
information.

Sprint provides each
Sprint TRS. state. a re-
certification packet
and assists in the re-
certification process.

o
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FCC CapTel
FCC Requirement Declaratory Ruli Sprint's Commitment

(FCC 03-190)

Sprint CapTel will
have the capability to
transmit the 10-digit .|
-number and wil!
recognize the ID
blocking indicators.

Sprint CapTel will™
deliver the SS7
technology on February
1m2004 7 <8

Sprint CapTel supports
the VCO calling i
combinations.

CapTel user dials 9-1-"/
1. Sprint will route
the most appropriate
PSAP.

Answering machine and
. voicemail retrieval is
" provided by CapTel.

Answering machine
retrieval through
CapTel is accomplished
when the CapTel
facility caption the
voice message to the

' CapTel users. :
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FCC CapTel
FCC Requirement Declaratory Ruling Sprint's Commitment
(FCC 03-190)

CapTel telephones have
the Speed Dial =
feature.




ECC CapTol

I

Declaratory Ruling Sprint's Commitment
(FCC 03-190)

Sprint CapTel users
will be able to
‘participate a three
way call. Although
the person using the
captioned phone is |
unable torestablish = - |
the three-way call,

the called party will
be able to do so by
utilizing telephone
switch hook (or o
“flash”) button on his
or: her CPE.*"«Thus;,
Sprint CapTel meets

' the requirement  for

- three-way calling.

(For One-Line CapTel.)
For Two-Line CapTel
either party can
initiate a 3 way call |
should the Userstis r
purchased this as a

LEC option.

Sprint CapTel users
will: be able to
participate in a
-conference bridge to
speak to three or more
individuals.
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Appendix L

Sprint’s Report to the FCC on
VRS and IP Waivers
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Sprint’s Report to the FCC on VRS and IP Waivers

FCC Internet and Video Relay Service Annual Progress Report

April 16, 2007
Waivers 1P IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations | to Meet the Status Issue/Limitations | to Meet the
Requirement requirement
1. STS Waived STS is not In research Waived NA NA
through possible over the | and Indefinitely;
1/1/08 internet. Voice development No report
over IP (VoIP) stage. Sprint | required
**REQUIRES** is
Quality of investigating
Service. QoS and
means that all evaluating
the associated several VoIP
data packets to determine
arrive in one acceptable
contiguous QoS levels to
stream and in support STS
order. In the calls. Sprint
“internet” world, | is also
there are many investigating
segments owned | LAN/WAN
by multiple systems
providers using where QoS
dis-similar can be
routers. Some controlled
support QoS, internally.
some do not.
There is, at this
time, no
universal,
cooperative
methodology to
address the
internet
deficiencies.
2. NA NA NA Compensable | NA Sprint
Spanish but non- provides ASL
Relay mandated to Spanish
service. Video Relay
Service.
3. Types | NA NA NA Waived Voice Over IP We are
of Calls through (VoIP) requires currently
1/1/08 Quality of providing
Service. QoS two-line VCO
means that all and HCO

the associated

controlled at




Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations | to Meet the Status Issue/Limitations | to Meet the
Requirement requirement
data packets the agent
arrive in one position using
contiguous IP or ISDN
stream and in inbound from
order. Video user
and
In the “internet” | outbound POT
world, there are S to Video
many segments User
owned by and outbound
multiple POTS to Voice
providers using user. One
dis-similar line VCO and
routers. Some HCO began in
support QoS, 2005. This is
some do not. limited to
The internet certain types
cannot be of end user
controlled by any | appliances
single user. that allow
There is, at this voice access
time, no through the
universal, broadband
cooperative connection at
methodology to end user
address the equipment.
internet
deficiencies.
Sprint offers
alternatives VCO
and HCO solution
by using second
line (analog line)
where the Video
Interpreter asks
for a second
number to call
back using
three-way call
feature. The
procedure is
similar to two-
line VCO or HCO
call.
4. Waived Internet Protocol | Sprint Waived Internet Protocol | No additional
Emergen | through network (IP implemented through network (IP information to
cy Call 1/1/08 network) does a "manual” 1/1/07 network) does submit
Handling not support the (directory not support the beyond our
Automated assistance Automated recent
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